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Abstract 
 
Universities libraries are shaping up with facilities to provide satisfaction in accessing and 
studying information to meet today's knowledge-intensive environment. This study aims to 
investigate users’ satisfaction on the library information resources, facilities, and services for 
learning and research works at a public university. The population of this study comprises of 
students from the different faculties in the campus. Survey questionnaires were distributed to 
library users through stratified and convenient sampling method to collect the required 
information. Data were then analyzed using descriptive analysis, factor analysis, correlation 
analysis and regression analysis. The results of this study reflected the needs of good library 
information resources, facilities, and services to ensure user’s satisfaction for learning and 
research. 
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Introduction  
Universities libraries are shaping up with facilities to provide satisfaction in accessing and 
studying information to meet today's knowledge-intensive environment. Research works related 
to the use of Malaysian public libraries have been mainly on service quality of the libraries. 
There is room to research on services that are provided by public libraries to cater to the needs of 
improving users’ satisfaction (Zakaria, et al., 2011). Thus, it would be more so for a public 
university library.  
The main purposes of facilities in a library are in satisfying the provision of relevant information 
resources and services needed by its user. Library will not serve its purpose if it resources and 
services provided does satisfy user’s need. High level of service quality leads to higher levels of 
customer’s satisfaction (Naeem and Saif, 2009). This implies that to satisfy the needs of students 
in accessing, studying information and carrying out research work in a library, it will require the 
provision of quality facilities and services. Customer’s satisfaction has been equated to value 
(Johnson et al., 1995). In this case, the magnitude of this value should necessary relates to the 
levels of library user’s satisfaction. Thus, this study has been done to investigate the magnitude 
of value of library facilities, resources, and services in meeting its user satisfaction of such 
facilities and services for learning and research purposes at University Tun Hussein Onn 
Malaysia, a public university located in Johor, Malaysia. 
 
Literature Review 
 
Library Facilities 
Johari and Zainab (2007) reported that facilities provided in a library are customers’ focused. 
The types of facilities or services in a university can be divided into three, the front line services, 
the basic services, and ancillary services (Nurulhuda et al., 2009). The front line services include 
online public catalogues, Online Public Access Catalogues (OPEC), the library website and user 
educational programmes. Basic services directly influence user readiness and access the 
collections for to do their course work and courses, presentation and librarian, printing and 
computer facilities, and the library book borrowing and reference schedule. The ancillary 
services include facilities of indication of the directions inside the library, suitable library 
business opening hours, providing the necessary areas besides providing of light reading 
materials. 
 
User’s Satisfaction 
Customer satisfaction is about the customer’s overall evaluation of the performance of an 
offering (Johnson and Fornell, 1991). It is the customer’s experience of a particular service 
encountered (Cronin & Taylor, 1992). The emphasis on customer’s satisfaction is to gain the 
confidence and trust of customer towards the service and product provided to them (Johnson and 
Fornell, 1991). MAMPU (2009) stated that a new and quality service and facility is said to be of 
satisfactory level if it is able to fulfill the needs and satisfied its customer. 
 
 Service quality and user’s satisfaction 
The concept of difference between perceived and expected service levels relates consumer 
satisfaction as a specific transaction in nature which in contrast to attitudinal behavior in nature 
ICTMBE 2013                                                                                     
2nd International Conference on Technology Management , Business and Entrepreneurship                                        
Mahkota Hotel Melaka Malaysia                                                                                                                        
5th December 2013 
ISSBN 978-967-0468-56-3 
2013 
 
272 
(Lewis, 1993, and Zeithaml et al., 2006). In the attitudinal nature, it is the feel of a customer 
about a product or service (Metawa and Almossawi, 1998). Customer satisfaction is the outcome 
of quality service and empirical finding by Athanassopoulos (1997) supported this suggestion.   
 
Parasuraman et al., (1994) has developed the service quality model (SERVQUAL) based on the 
transactional prescription which makes comparison between the expected and outcome 
perceptions of customers as regard to a specific service. Since then, the SERVQUAL model has 
been used by many researchers to investigate service quality and customer satisfaction. This 
service quality SERVQUAL model was used by Suki, Norazah and Suki, Norbaya (2013) to 
investigate customer satisfaction of users of a public university in Federal Territory of Labuan, 
Malaysia. They found relationships exist between customers and librarians (i.e. tangibles, 
responsiveness, assurance, reliability and empathy) with the customer satisfaction with regards 
library services. This paper reported that the respondents’ size of 100 randomly selected students 
and academicians library visitors to the Library is a constraint to generalizing its results to the 
whole population in Malaysia. It however recommended that more studies are needed to improve 
the scope of such research work. It also concluded with suggestion that the library needs to 
improve on those issues related to the library services and facilities. It has again emphasized the 
importance of good library services and facilities to support user’s satisfaction.  
 
 
Methodology 
 
Scope of Study, Measurements and Hypotheses 
This study examines the level of satisfaction of students as consumers on the magnitude of value 
of a public university library. The respondents are thus comprised of students of this public 
university studied. They were selected based on years of study, their faculties of studies, whether 
technical and non-technical as well as the ethnic types. Foreigner students and postgraduates also 
participated in this study. 
Respondents were required to indicate on the respective questions of the survey questionnaire, 
the degree of usefulness of facilities, resources and service available inside the library for each 
statement on a scale of 1 to 5 where 1=never, 2=rarely, 3=sometimes, 4=often and 5=always) in 
the frequency column and on the scale of 1 to 5 where 1=not very useful, 2=not useful, 
3=moderate useful, 4=useful, 5=very useful in the degree of usefulness column by circling on the 
number score for the respective questions. The magnitude of the value of the facilities, resources 
and services of the Library is the impact of the value parameters which is a weighted score and 
calculated by multiplying the respective items of frequency of use of the factors and its 
usefulness. It is the multiplication of the frequency of the facilities, resources and services 
provided by the Library and its respective usefulness.  
 
The dependent variables are the satisfaction variables of user. Respondents were required to rate 
the degree of satisfaction of the respective category of uses of the facilities, resources and 
services at the library by circling on the appropriate score for each of the respective questions on 
a scale of 1 to 5, where 1=strongly disagree, 2= disagree, 3=neutral, 4=agree and 5=strongly 
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agree of use for respective column of learning and for research. There are 7 items on satisfaction 
of information control, 6 items on satisfaction library as a place and 12 items on services. 
 
The main hypothesis formulated for this study is as follow: 
 
H1: There is a significant relation between the magnitude of value of the library facilities, 
resources and service and library user’s satisfaction. 
 
Population 
The study was conducted at Universiti Tun Hussein Onn Malaysia, Batu Pahat, Johor, Malaysia. 
The data were collected using the questionnaire survey method through structured convenient 
random sampling. The first part of the survey questionnaire is on the profile of the respondent. It 
is made up of eight questions consisting of items gender, age, faculty, academic programme, year 
of study, and race. This demographic profile of the respondents is presented in Table 1. 
 
Table 1: Demographic Profile of Respondents (n=210) 
Description               Category                      Frequency   (%) 
    a. Male                                05    50 
1.Gender    b. Female      105   50 
    a. 19 to =<20                  47   22.4 
2.Age    b. 21 to =<25   117   55.8 
    c. >=26    46   21.8  
    a. FPTPK   35   16.7          
3.Faculty   b. FSKTM   35   16.7 
    c. FKMP   35   16.7 
    d. FKEE    35   16.7 
    e. FKAAS   35   16.7 
    f. FPTV    35   16.7 
    a. Diploma                               35   16.7 
4.Academic Programme  b. Degree   105   50.0                  
    c. Master   35   16.7 
    d. PhD                  35   16.7  
    a. 1st year                 80   38.1 
 5.Year    b. 2nd year                     35   16.7 
                                                          c. 3rd year                43   20.5 
    d. 4th year                 52   24.8 
     a. Malay   99   47.1 
     b. Chinese   39   18.6 
  6.Race     c. Indian   35   16.7 
                  d. International Student      37                      17.6  
 
The total number of respondents is 210 people. Fifty percent (105 people) of the respondents are female 
and the other male. A total of 117 (55.8%) of respondents are between 21 to 25 year old age,  47 (22.4%) 
are between 19 to 20 and 46 (21.8%) of the respondents are above 26 years of age. There are a total of 6 
ICTMBE 2013                                                                                     
2nd International Conference on Technology Management , Business and Entrepreneurship                                        
Mahkota Hotel Melaka Malaysia                                                                                                                        
5th December 2013 
ISSBN 978-967-0468-56-3 
2013 
 
274 
Faculties and a total of 35 respondents were selected from each Faculty. The selected sample covers 
students from all the different academic years. Since the population has the highest number of degree 
students, 105 (50%) of the sample are from the degree programme, and 35 (16.7%) each from the 
remaining 3 academic programmes (Master, Phd and Diploma programmes).  
 
Factor Analysis and Goodness of Measures  
Eigenvalues greater than 1 is used for the factor analysis extraction. Eigenvalues of less than 1 shows 
non-significant. The threshold value used for factor loading which is significant is 0.3 (Hair et al., 1998). 
Measures of sampling adequacy (MSA) for factor analysis were checked on both overall basis and for 
each variable. Partial correlations (anti-image) among variables were then tested. MSA values of 0.50 or 
less are considered unacceptable (Hair et al., 1998) and items with this MSA value are deleted from 
subsequent run of factor analysis. Two components on the magnitude of value of the library facilities, 
resources and service were derived through factor analysis. These are shown in Table 2. The first factor is 
made up of 9 components (Magnitude of value of facilities, resources and service for learning) with 
reliability cronbach alphacoefficient of .867 and the second with 3 components (Magnitude of value of 
facilities, resources and service for reference) with cronbach alpha coefficient of .876 indicating 
reliability of the measures. 
 
Table 2:  Factor Analysis on magnitude of value of the library facilities, resources and service 
 
Item                                                                        Component 
                                1               2                  
Journal room                            .757  
Discussion room   .749  
Information searching room          .742  
Computer facilities   .739  
Library collections   .723  
Online databases / journals  .691 
Open reading area             .645  
Self check borrowing machine  .578  
24 hours reading room         .521  
Institutional repository      .868 
Research room      .816 
Theses                                            .772 
Reliability of measurements (Cronbach Alpha) .867    .876 
 
Extraction Method: Principal Component Analysis. Varimax rotation method with Kaiser Normalization. Rotation converged in 3 iterations.  
KMO = 0.833 and significant. Bartlett test with p <0.001. Total variation explained by the 2 factors is 57.07% 
 
The goodness of measures for degree of satisfaction of the respective category of uses of the 
facilities, resources and services were also tested and the results of all the measures indicated 
acceptability as a measure for the respective variables. These results are tabulated in Table 3. A 
reliability analysis is being done to assess the goodness of fit of the measures. Cronbach’s alpha 
coefficient ranges in value of from 0 to 1 and is used to describe the reliability of factors. The 
higher the score, the more reliable the generated scale is. Hair et al., (1998) have indicated that 
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value of 0.7 to be an acceptable reliability coefficient but lower thresholds are sometimes used in 
the literature. 
 
Table 3: Goodness of measures for degree of satisfaction of the respective category of uses of the 
facilities, resources and services 
S/N Items for Learning or Research Number of 
Items 
Cronbach’s 
alpha 
Mean 
 Learning    
1 Information Control 7 0.844 3.81 
2 Library as a Place 6 0.843 3.97 
3 Service provided by the Library 12 0.868 3.73 
 Research Works    
1 Information Control 7 0.866 3.82 
2 Library as a Place 6 0.918 3.97 
3 Service provided by the Library 12 0.935 3.75 
Note: Mean of 1.00-2.49 means the satisfaction level is low. Mean of 2.50-3.49 means the satisfaction level is moderate. Mean of 3.50-5.00 
means satisfaction level is high. 
 
Data Analyses And Findings 
Correlations analysis and linear regression were used to test the relations between the variables 
and the hypotheses. 
 
Correlations analysis 
Bivariate correlation using Pearson correlation method was performed to determine the 
relationships between the variables under observations. Table 4 tabulated the results of analysis 
of magnitude of value of facilities, resources and services for reference and for learning with the 
satisfaction factors of the library users. Generally, it indicated that there is a relationship 
betweenthe magnitude of value of the library facilities, resources and service with library user’s 
satisfaction. 
 
Table 4: Correlations between all the Variables 
S/N Items 1 2 3 4 5 6 7 8 
1 Magnitude of value of facilities, resources and 
service for reference 
1 .440** .264** .237** .121 .160* .386** .429** 
2 Magnitude of value of facilities, resources and 
service for learning 
.440** 1 .398** .483** .406** .475** .386** .429** 
3 Information Control (Learning) .264** .398** 1 .432** .621** .310** .357** .581** 
4 Information Control (Research works) .237** .483** .432** 1 .234** .668** .202** .644** 
5 Library as a Place (Learning) .121 .406** .621** .234** 1 .374** .569** .230** 
6 Library as a Place (Research works) .160* .475** .310** .668** .374** 1 .232** .524** 
ICTMBE 2013                                                                                     
2nd International Conference on Technology Management , Business and Entrepreneurship                                        
Mahkota Hotel Melaka Malaysia                                                                                                                        
5th December 2013 
ISSBN 978-967-0468-56-3 
2013 
 
276 
7 Service provided by the Library (Learning) .386** .357** .538** .202** .569** .232** 1 .341** 
8 Service provided by the Library 
(Research works) 
.429** .581** .211** .644** .230** .524** .341** 1 
Note -**. Correlation is significant at the 0.01 level (2-tailed).           
            *. Correlation is significant at the 0.05 level (2-tailed). 
  
 
The result of linear regression of magnitude of value of facilities, resources and services against the 
library user’s satisfaction is tabulated in Table 5. The predictors are magnitude of value of facilities, 
resources and services for learning and for reference. Six models were generated with the six different 
dependent variables.  
 
Table 5: Summary of Regression Magnitude of Value of Facilities, Resources and Services against User’s 
Satisfaction 
Model
No. R 
R 
Square 
Adjusted R 
Square 
Std. Error of the 
Estimate 
Change Statistics 
Durbin-
Watson 
R Square 
Change 
F 
Change df1 df2 
Sig. F 
Change 
1 .410a   .168 .160 .586 .168 20.853 2 206.000 1.854 
2 .484a .234 .227 .582 .234 31.698 2 207.000 1.841 
3 .411a .169 .161 .672 .169 21.086 2 207.000 1.872 
4 .479a .229 .222 .610 .229 30.758 2 207.000 1.883 
5 .439a .192 .185 .541 .192 24.659 2 207.000 1.973 
6 .612a .374 .368 .579 .374 61.957 2 207.000 1.417 
 
 
a. Predictors: (Constant): Magnitude of value of facilities, resource and services for learning, Magnitude 
of value of facilities, resources and service for reference  
b. Dependent Variable: 
Model no 1 : Information Control (Learning) 
Model no 2 : Information Control (Research works) 
Model no 3:  Library as a Place (Learning) 
Model no 4:  Library as a Place (Research works) 
Model no 5:  Service provided by the Library (Learning) 
Model no 6:  Service provided by the Library (Research works)  
 
The Durbin-Watson values are all greater than 1 indicating that these models are valid. The F-
statistics of all the models are significant (p < 0.001) suggesting that the proposed model is 
adequate. It implies that the two predictors of the respective models explained the 16.8% of the 
variation of satisfaction as regards to information control in Model 1, 23.4% in Model 2, 16.9% 
for Model 3, 22.9% for Model 4, 19.2% for Model 5 and 37.4% for Model 6. Based on these 
regression results, the summary of hypotheses are summarized in Table 6. The results supported 
that there is a significant relation between the magnitude of value of the library facilities, 
resources and service with library user’s satisfaction. The main Hypothesis is thus supported. 
The results also indicated that all sub-hypotheses are also supported. 
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Table 6: Summary of results of hypotheses via Linear Regression Analyses 
 
S/N Hypotheses Result 
Model There is a significant relation between the magnitude of value of the 
library facilities, resources and service with library user’s satisfaction. 
Supported 
1 There is a significant relation between the magnitude of value of the library 
facilities, resources and service with library user’s satisfaction as regard to 
information control for learning. 
Supported 
2 There is a significant relation between the magnitude of value of the library 
facilities, resources and service with library user’s satisfaction as regard to 
information control for research works. 
Supported 
3 There is a significant relation between the magnitude of value of the library 
facilities, resources and service with library user’s satisfaction as regards to 
library as a place for learning. 
Supported 
4 There is a significant relation between the magnitude of value of the library 
facilities, resources and service with library user’s satisfaction as regards to 
library as a place for research work. 
Supported 
5 There is a significant relation between the magnitude of value of the library 
facilities, resources and service with library user’s satisfaction as regards to 
library services provided for learning. 
Supported 
6 There is a significant relation between the magnitude of value of the library 
facilities, resources and service with library user’s satisfaction as regards to 
library services provided for research work. 
Supported 
 
Discussion, Conclusion And Recommendation For Future Research 
 
Degree of usefulness is the degree a person believes that using particular system or services 
would enhance performance (Davis, 1989). Theory of Reasoned Action (TRA) by Ajzen and 
Fishbein (1980) is about a person’s behavior as a positive function of his/her behavioral intention 
to perform the behavior. In this case, the magnitude of value of the value of the facilities, 
resources and services in this research is conceptualized as impact of the value parameters 
concerned which is a weighted score and calculated by multiplying the respective items of 
frequency of use of the factors and its usefulness.  
 
Today's knowledge-intensive environment is intensively gearing up universities to provide 
adequate resource space and current in references to support learning and research works. At 
UTHM, there are 180 thousand books collections, 300 names of journals, 20,000 units of audio 
visual materials, over 6 thousand copies of thesis, and 50 types of magazines collections (source: 
UTHM Library). Online resources are also available to support learning and research works. The 
online collections include 4 types of e-books services, and total of 26 on-line services databases. 
Interlibrary loan services are provided free to users besides the availability of document delivery 
services. The work of this research found that there is significant relation between the magnitude 
of value of the library facilities, resources and service with library user’s satisfaction. From 
Table 3, it is observed that the satisfaction level of user at UTHM library is high. In this concern, 
a short discussion was held with the Librarian of UTHM and it provides evident of comment by 
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the librarian that the UTHM library is up to-date in maintenance of its services to the satisfaction 
of users. The library statically analyses collected information regularly about its services to keep 
its customers satisfied of the services provided. 
 
This research work has provided some new insights about user satisfaction on the magnitude of 
value of library information resources, facilities, and services provided in a public university. 
However, it should be viewed with some limitations as the sample is only drawn from University 
Tun Hussein Onn alone and with a sample size of only 210 although some form of controls on 
some variables were exercises in the research work. It may also not be enough to represent 
accurately the whole users of library attitude towards it user satisfaction provided by any library 
in Malaysia. Past research work has neglected on the study of usage frequency of e-service and 
its possible relationship with service quality perception has also been much neglected especially 
at university or high institution (Kim-Soon and Ahmed, 2012, Al-Mushasha and Nassuora, 2012 
and Engelland, Hopkins, Workman and Singh, 1998). In this concern, more works are also 
encouraged to be done and include in this trendy area of e-services of library the higher 
institution. 
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